The paper concentrate on the problems of customers satisfaction from services in incubator centres in USA and Poland. The aim of the paper is to analyse the level of satisfaction of Business Incubation Centre on the example of two incubator centres one from USA (Hazelton CAN-Be in Pennsylvania and second in Gliwice Poland). The analysis was conducted in pre-incubation and incubation stage. The analysis was conducted on example of survey analysis in both incubator centres. On the base of achieved results we assessed the priority of customers in each incubator centre. 
Introduction
The world network of the business incubator centers was created for stimulating economic growth in underdeveloped regions. Companies in the business incubator centers receive services which assist in developing successful business ventures. Every new business is entitled to those services. Some of those services are free-of-charge, but a majority of them are offered at below market cost. Assessment of the clients' perspective on the importance of those services as well as clients' satisfaction with those services is needed from the continuous quality improvement perspective.
The aim of the paper is to analyze the level of satisfaction of Business Incubation Centre on the example of two incubator centers one from USA (Hazelton CAN-Be in Pennsylvania and second in Gliwice Poland). The analysis was conducted in pre-incubation and incubation stage.
The concept and practice of business incubation was established in the advanced countries about 50 years ago. The inventor of nowadays innovation concept J. Schumpeter, who first emphasis on the importance of innovation within the economic cycles, considered entrepreneurship with a specific emphasis on innovation. In his view, innovation deals with (Wolniak, 2014; Wolniak, 2017; Wolniak et al., 2014; Wolniak et al., 2017; Olkiewicz et. al., 2017) :
• new products, • new production methods, • new markets, • new form of organization. Successful innovation is a marriage of innovation and commercialization. It requires the cooperation between universities, government and private industry. These three partners work in different reward systems and often have different interests and expectations. Business incubator centers are the common grounds between research economy and commercial economy. The purpose of a business incubator center is to nurture new startup companies by surrounding them with an innovation ecosystem. Every new business is given the opportunity to become associated with a business incubator center. Business incubator centers supply many critical services to start-up companies. Some of the services are free of charge, but most of them are offered at a discounted rate. Business incubator centers provide new companies with an environment supporting the culture of innovation and celebrating research and creativity (Nadzeya et al., 2018; Dvoulety, 2018; Apa, 2017; Ingram, et al., 2010) . The incubation is a process which tends to be activated whenever there is a strong need to support entrepreneurs in developing their own business (Allahar et al., 2016; AlMubaraki et al., 2012; Calza et al., 2014; Dublin et al., 2005; Monsson et al., 2016) . The process, or parts of it, is put in place whenever there is a need of nurturing would-be entrepreneurs to think over and further develop the business idea and transforming it into a viable and sustainable activity (AlMubaraki et al., 2015; Caiazza, 2014; Lose et al., 2015; Siemieniuk, 2015) .
There are three stages of incubation:
According to European Commission definition an incubator is a place where the incubation activities are carried out, and where the would-be entrepreneurs can find suitable place, in terms of facilities and expertise, to address their needs and develop business ideas to transform them into sustainable realities (Chiara, 2014; Davies, 2009; Xavier et. al., 2008 ).
An incubator may still be an incubator even if it doesn't provide physical incubation services, and concentrate on virtual incubation. Virtual incubation in that case applies to "incubators without walls" and to e-platforms of online services deployed by incubators with physical premises (The smat guide, 2010).
Very impotent term in the case of business incubators are innovation-base incubators. In this case the entrepreneur can be seen as the agent of change who's scope is to develop innovation process within the organization. He should create value from an innovative idea in a context of change and uncertainty and the market is the trigger for it to happen. Innovation-based incubators work in the intersection between the sets of innovation and entrepreneurship supporting entrepreneurs to profit from added value of innovative ideas. Innovation-based incubators support innovative business projects which could be either technologically-oriented or non-technologically oriented.
Technology incubators is a variant of more traditional business incubation schemes, assist technology-oriented entrepreneurs in the start-up and early development stage of their firms by providing workspace (on preferential and flexible terms), shared facilities and a range of business support services.
The advantages of the business incubator are wide and wearied. The incubators have big impact on business and local communities. We can use various indicators to measure the functionality and impact of particular incubators. Those indicator can include the following (Grebski, 2018) :
• business creation and survival, • business growth and markets served, • businesses created by minority or low-income individuals, • cluster development, • environmental footprint, • financial performance, • markets development for products and services,
• investment in client companies, • jobs created and safeguarded, • local economic diversification, • regional regeneration and social inclusion, • tax and national insurance contributions.
Methodology of Assessment and Data Collection
To determine the level of satisfaction of client companies with services provided to them by the business incubator center, the same survey was conducted at CAN-BE in Hazleton and TECHNOPARK Gliwice. Two identical sets of surveys (and cover letters) were prepared. An English version of the survey was used for clients of CAN-BE in Hazleton. A Polish version of the survey was used for clients of the business incubator center at TECHNOPARK in Gliwice. The surveys were administered between October 15, 2016 and April 15, 2017. There were twelve companies during the incubation stage at both business incubator centers. The return rate was higher in Hazleton with twelve surveys returned compared to six surveys returned at TECHNOPARK. At the same time, surveys were also administered to faculty, students and volunteers providing services to the business incubator centers. The return rate of those surveys was sixteen surveys received from CAN-BE and twelve surveys from TECHNOPARK. After a statistical analysis of the technical data, the results are shown in Tables 1a, 1b, 1c, 1d and 2. During the statistical analysis, the following values were calculated and recorded:
• N-sample size, • mean value, • significance (sign): 2-tailed sign, • T-test for equality of means. For a majority of the data, the significance was within .05 (chance of error less than 5%). Only one set of data had a significance of .258 (chance of error 25.8%). This was due, however, to the relatively small sample. However, for comparing two business incubator centers, 25.8% error seems to be acceptable. Table 1 reflects the satisfaction with help received by the company at the beginning (pre-incubation stage). The graphical comparison of the client satisfaction for the preincubation stage is shown in Fig. 1 .
Limitations and problems using QFD method
An assessment of the client satisfaction received at the preincubation stage (evaluation of the innovation concept, engineering analysis, etc.) indicates a higher level of satisfaction at CAN-BE (9.0% -9.5%) than TECHNOPARK (6.5% -7.15%). It seems that the companies at both business incubator centers are very satisfied with the assistance received at the pre-incubation stage. Both incubators, TECHNOPARK and CAN-BE, have a relatively large number of walk-in clients. (90 clients at CAN-BE and 100 clients at TECHNOPARK). Those walk-in clients receive help in the evaluation of the invention and business idea. A high percentage of those clients receive further assistance in the development of a business plan or business model as well as introductory engineering analysis and design (50 clients at CAN-BE and 35 clients at TECHNOPARK). TECHNOPARK expects the clients to prepare a draft of the business plan before they start receiving assistance from TECHNOPARK.
This policy of expecting the clients to do extensive "homework" before asking for help is effective and increases the retention rate during the incubation stage. (The retention rate is 66% at CAN-BE and 91.7% at TECHNOPARK.) The clients seem to be very satisfied with the evaluation of the innovation concept. (The level of satisfaction is 95% at CAN-BE compared to 71.6% at TECNOPARK.) The level of satisfaction in introductory engineering analysis and design is also high. (CAN-BE has a 90% level of satisfaction as compared to 65% at TECHNOPARK.) The level of satisfaction at the pre-incubation stage is relatively high at both incubators. (It is slightly higher at CAN-BE.). Table 2 reflects the satisfaction with help received by the company at the incubation stage. Assistance from personal of the business incubator center. The graphical comparison of the assessment data which represents satisfaction of companies during the incubation stage is shown in Fig. 2 . This refers to the services received from the business incubator. By comparing the level of client satisfaction with the services received during the incubation stage, the discrepancy between CAN-BE and TECHNOPARK is much larger. This is because the business incubator at TECHNOPARK does not provide some of the services available at CAN-BE. The business incubator center at TECHNOPARK does not provide any services in the following areas:
• assistance in creating internet websites for the companies, • legal assistance in establishing or registering a corporation, • legal assistance in accounting and filing taxes, • legal assistance in obtaining financial subsidies for creating new jobs, • (There is a very limited subsidy for creating new jobs in Poland.) • legal assistance in securing tax-free status during the incubation stage, and • (There is no tax-free status for start-up companies during the incubation stage in Poland.) • legal assistance in protecting intellectual property. The assessment numbers in those areas would be "0" for TECHNOPARK and no comparison should be made in those specific areas between CAN-BE and TECHNOPARK. The rating of the quality of office space and secretarial support is higher at TECHNOPARK (5.67%) compared to CAN-BE (5.5%). By comparing the quality of manufacturing/warehouse space, there is a discrepancy in favor of CAN-BE, that is CAN-BE (5) and TECHNOPARK (1.67). This discrepancy is due, however, to the nature of the client companies. Most of the companies in TECHNOPARK are not involved in manufacturing yet. Client companies at CAN-BE utilize manufacturing and warehouse space to a greater extent. Consulting services provided by volunteers, faculty and students as well as assistance from students doing capstone design projects for client companies is being rated higher at CAN-BE compared to TECHNOPARK. The main reason is the larger network of volunteers at CAN-BE to provide a wider range of services. The entrepreneurial team building projects involving students from different majors in providing services to the client companies probably makes the biggest impact on the client satisfaction.
Summary and conclusion
Business incubator centers, CAN-BE in Hazleton, PA (USA) and TECHNOPARK in Gliwice, Poland. Provide a wide variety of services to client companies in the preincubation, incubation and post-incubation stages. Clients are generally satisfied with the service that they receive from the business incubators. Some services are not offered at both incubators to the same extent. That created some discrepancy in the assessment results.
Summary of suggestions proposed by client companies related to the improvement of the quality of services provided by the business incubator centers are as follow.
The clients at CAN-BE assigned the highest priority to the following:
• to increase the number of students and faculty providing services to the companies, • to increase the financial benefits for creating new jobs, • to increase legal help in protecting intellectual property, • to increase the number of volunteers and • to increase engineering assistance. The client companies at the business incubator center at TECHNOPARK assigned the highest priority to the following:
• to incorporate tax-free status for new companies, • to increase financial benefits for creating new jobs, • to increase help in business management and accounting, • to increase engineering help and • to improve legal assistance (intellectual property, taxes, etc.) . The clients at the CAN-BE business incubator center already receive extensive help from volunteers as well as Penn State faculty and students. However, the highest priority is still assigned to further increase those services.
The client companies at TECHNOPARK business incubator center receives very limited help from volunteers, faculty and students. At the same time, they assigned a low priority to those resources. The reason for that may be the lack of exposure and lack of understanding of those extremely valuable services. (If you never had something, you do not miss it.)
Companies at TECHNOPARK assigned the highest priority to tax free status as well as financial benefits for creating new jobs. Companies in Pennsylvania like CAN-BE already have that advantage. The engineering and legal assistance in protecting intellectual property is a high priority to companies in Hazleton and Gliwice. 
